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Trends in consumer behavior
How are consumers changing?



Trends in consumer behavior

Consume less Consume local

Boycott irresponsible
companies

Go (more) digital

The COVID pandemic had an important impact on consumer behavior:



Go (more) digital

There has been an increment of e-
commerce sales worldwide.

Not all product categories have
experienced the same growth



Go (more) digital

E-commerce is not the only
digital business model that
has increased due to the
pandemic situation



• New and vulnerable consumers
• The pandemic situation has forced some individuals to go online

• These new customers lacked the ability and experience to make an appropriate
use of the digital product/service

• Some of them report bad experiences Reluctant consumers

Go (more) digital



General digital trends



General digital trends

Big Data

OmmnichannelAI

Extremely large data sets that may be
analyzed computationally to reveal
patterns, trends, and associations,
especially relating to human behavior
and interactions (Oxford Dictionary)

The prominence of big data has
fuelled a lot of changes in how
companies make their decisions

Some issues regarding big data
implementation (Hult, 2020):
• Personalizatiion vs. privacity
• Continuous tracking



General digital trends

AI

Big DataOmmnichannel

AI can be applied to analyze and
predict best responses to human
being interactions with a digital
environment.

AI refers to programs, algorithms,
systems and machines that is
manifested by machines that exhibit
aspects of human intelligence and
involves machines mimicking
“intelligent human behavior”.
(Davenport et al., 2020)



General digital trends

Omnichannel

Big dataAI

Omnis is a Latin word meaning “all” or
“universal,” so omnichannel means
“all channels together” (Lazaris and
Vrechopoulos, 2014).

Online (web and mobile) and offline
channels are managed together so
the customer feels the whole
purchase process as one experience

The perceived interaction is not with
the channel, but rather with the
company/brand



Trends by customer
online journey step

Acquisition

Activation

Conversion

Retention



Customer acquisition trends

• Voice search

To do list:
 Incorporate “natural” language on your

website
 Create a FAQ page
 Integrate questions your potential

customers may have across the website
 Make the web mobile responsive

Search over ads!  Improve SEO

• Take advantage of local searches

To do list:
 Create a Google My Business account
 Local keyword research
 Earn postive reviews
 Generate location-based content
 Make the web mobile responsive



Consumer acquisition trends

Be social

• Integrate social commerce
• Encourage and repurpose user

generated content on social media
• Create livestreaming events where

you can show your products



Trends by customer
online journey step

Acquisition

Activation

Conversion

Retention



Customer activation trends

• Brick and click business models
• Takes advantage of local commerce, but overcomes some of its limitations

• Combination of online and offline experience

• A good implementation of omnichannel is neccessary

https://entrenamientopersonalmove.es/entrenamiento_personal/



Customer activation trends

• Visual websites
• More images

• Better images (360º)

• Less text Use shortcuts

https://www.stradivarius.com/es/



Customer activation trends

• Natural language How do your users speak?

https://www.shein.com/



Customer activation trends

• Conversational commerce
• Virtual  Powered by AI, offers better recommendations

• Personal  Some customer segments value the possibility of ineracting with a 
real human

https://www.usehero.com/



Customer activation trends

• Augmented Realligy (AR): 
• Offers a visual representation of products Reduces perceived risk of failure

https://www.sephora.sg/pages/virtual-artist



Customer activation trends

https://gorjana.com/blogs/g-journal/powergemstone-quiz

Personalization
• It is not always about

having sophisticated
software tools



Customer activation trends

Personalization:

• Product personalization
is highly appreciated by
some consumers

• Others will prefer the
standard version

https://www.ikea.com/es/es/planner/eket-planner/#89386131



Customer activation trends

• Product page: Alignment with company added value

https://xiroeco.com/producto/ecojeans-slim-fit-mujer/



Trends by customer
online journey step

Acquisition

Activation

Conversion

Retention



Customer conversion trends

• Dynamic pricing
• Price adaptation based on different

factors
• Competence

• Date

• Customer, etc.

• The purpose is to offer the most
adequate price for each customer at 
each moment

https://www.minderest.com/es



Customer conversion trends

• Variety of points of sale
• Make sure you offer a

seamless online/offline
experience

• Be aware of integrating all
your points of sale (i.e.,
website, social media,
marketplaces)

Customer

Purchase
online, pick 

at store

Purchase
online, pick 

at home

Purchase at 
store, pick at 

home

Purchase
online, 

returns at 
store



Customer conversion trends

• Payment methods
• Most customers are used to virtual 

wallets or credit cards

• New methods
• Mobile-based payments

• Criptocurrency

• Buy now, pay latter

https://www.decathlon.es/es/landing/formas-pago/_/R-a-formas-pago



Customer conversion

• Shipping is one of the greatest challenges for e-commerce
• Free shipping is prefered Consumers are willing to make bigger orders if it

means free shipping

• Shorter times of delivery

• Free returns

• Sustaiable shipping
• Reusable product containers

• Recycled product containers

• Biodegradable product containers

• Efficient vehicles

https://www.repack.com/



Trends by
customer online 
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Retention



Customer retention

• Becoming more important than ever due to increasing acquisition
costs

• Not all customers are good costumers Identify most valuable ones
and their conversión paths

Use analytic tools to discover those who:
 Convert in less time
 Purchase more times
 Show higher recency
 Spend more money
 Are sharing positive eWOM about you



Customer retention trends

• Offer subsciption
• Replenishement: For products with a regular demand

• Curation: selection of products that may be interesting for your customer

https://tampontribe.com/ https://earthlove.co/



Customer retention

• Use loyalty programs or gamification elements

https://en.duolingo.com/



Customer retention

• Enlarging product life cycles
• Allowing repair

• Selling parts and repair kits

https://www.wiggle.co.uk/bike-maintenance



Activity for the next class

• Partner with your team and discuss how could you implement some of 
those trends in your project idea

• Do not forget:
• Your value proposal

• Your target group

• For the next class, each group will have to present their results:
• Which trends are you adopting for your business idea?

• How are you adapting them?



Any questions?


